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1 The Post Office regards the quality of service — and its improvement — as of 
crucial importance. We aim to give a reliable service and to deal fairly with 
customers when things go wrong. 


2 The Post Office telecommunications service maintains some 25 million 
telephones, employs 234,000 staff and handles over 50 million calls a day. 
Inevitably, in an organisation of this size and complexity, technical faults and 
human errors do occur. When things go wrong, our objective is to put them 
right as quickly as we can and we do not expect customers to pay for service 
not given. The Code relates essentially to the inland services provided by the 
Post Office. Its principles are also accepted for the international and maritime 
services which are provided in conjunction with authorities overseas, and will 
to the extent practicable be applied to them. 


The services to which this Code relates are provided under statutory schemes, 
and there is no contract between the Post Office and the customer. By statute 
the Post Office is not liable for loss or damage resulting from service faults 

or failures or for directory errors or omissions. This Code is a general guide 
only and does not change that situation. It has been produced by the Post 
Office in consultation with the Post Office Users National Council and the 
Office of Fair Trading and sets out the standards of service we aim to achieve, 
the ways in which we try to mitigate inconvenience to our customers, and the 
methods of dealing with disputes and complaints. 


Quality of Service 


3 We aim to ensure that your calls are connected satisfactorily. The Post 
Office provides adequate equipment to carry your calls but cannot maintain a 
completely fault free network. Faults should be reported in the first instance to 
the Fault Repair Service using the number shown in your Dialling Code 
Information or Directory Preface. Once they have been reported, faults are 
normally dealt with quickly and efficiently although some may take longer to 
repair than others. 


If the fault lies in the exchange it can be cleared in a matter of minutes, in most 
cases, once it has been traced. Faults on the installation in your home or at 
your business may need a visit by an engineer and we aim to attend to these 
within two working days. Where a visit is required, and you wish us to callona 
particular morning or afternoon, we will do so whenever we can, Some faults 
are caused by damage to a cable. When this happens every effort is made to 
repair or replace the damaged cable as speedily as possible but a difficult case 
may take several days to put right particularly during bad weather. Where 
widespread breakdowns occur we will try to ensure that publicity is given via 
the local or national media. 


Charges are not normally made for repairing faults except where the customer 
is responsible for the damage causing the fault. In these cases the charge is 
based upon the time needed to repair the fault and the cost of replacing the 
damaged apparatus. 


4 An operator will always be pleased to help you if you are unable to diala 
call successfully and, if able to connect you, will generally charge at the Lower 
Operator Rate. This is broadly equivalent to that for dialled calls subject toa 

3 minute minimum. Full details are given in your Dialling Code Information. If 
your telephone is out of order you can if you wish make calls through the 
operator from another telephone and ask for the calls to be charged to your 
own telephone. The operator service is provided 24 hours a day and aims to 
answer your calls promptly and courteously; some facilities are limited at 
Christmas and New Year. 


5 When you require telephone service, your Telephone Area Office will try to 
provide it when you want. In most straightforward cases service will be 
provided in 3-4 weeks — often much sooner. We try to arrange for the work 

in your home or place of business to be done at a time to suit you where 
possible on a particular morning or afternoon. Your first bill will include a 
charge for connection which will be, at maximum. the figure quoted when we 
confirm your order. 


6 We do our best to ensure that your bill will be accurate, but with some 60 
million bills issued a year inevitably some customers will have grounds for 
doubt or query. We aim to deal with your problem fairly and thoroughly. 


7 We publish on a quarterly basis statistics showing the performance (eg on 
repair service, operator service and the telecommunications network) in each 
Telecommunications region. Copies are available, free of charge, from your 
local Telephone Area Office. 


Customer Relationship 


Organisation 


8 A knowledge of the structure of the Telecommunications business is useful 
in deciding how best to seek help. 


Telecommunications Headquarters decides national policies and directs 
business activities. There are 10 Regional Headquarters and a total of 61 
Telephone Areas. 


Each Telephone Area is headed by a General Manager whose staff are 
responsible for the day-to-day running of services. 


The Telephone Area Staff has full responsibility for solving problems and 
settling complaints. 


Many problems and enquiries can be resolved by calling the several customer 
assistance numbers given in the directory and Dialling Code Information. 


Other problems will be dealt with by your Telephone Area Office — its 
telephone number and address are in the preface to the telephone 
directories. 


Each of the 61 Area Offices has Sales, Engineering, Accounts and Customer 
Service Staff who are ready to help with any matter concerning 
telecommunications services. 


The notes below explain which specialist to contact on various subjects. If you 
are in any doubt the operator who answers your Call to the Telephone Area 
Office will help you. 


(i) FAULTS — If your installation is not working properly, report it to the FAULT 
REPAIR SERVICE using the code shown in your Dialling Code Information or 
Directory Preface. 


(ii) ACCOUNTS — If you do not understand your bill or think it is wrong contact 
the Accounts Division whose telephone number and address is shown on 
the bill. 


(iii) SALES — If the enquiry concerns installing, removing, altering or adding to 
telephone, telex or data facilities you should contact the Sales Division. 


(iv) DIRECTORIES — If you wish to change a directory entry or have a 
complaint about an incorrect entry or omission you should contact the 
Directories Section. 


(v) CUSTOMER SERVICE — The Customer Service Division primarily deals with. 
“after-sales” service. It handles enquiries about any of the telecommunications 
services, If you have any unresolved problem you should contact this Division. 


Most customers find their telecommunications problems are solved 
satisfactorily by the General Manager and his staff. But if you are still 
dissatisfied there are staff in the Regional Headquarters office who will try to 
help. The Regional Headquarters numbers and addresses are shown at the 
end of this booklet. 


Solving Problems 


9 The following list cannot be exhaustive. Do not hesitate to contact your 
Telephone Area Office over any difficulty. 


10 Acall that is not connected 


You are, of course, liable to pay only for calls which are satisfactorily 
connected. The automatic system is designed to start charging for calls only 
when the called number answers. 


Dialled cails which fail to get through are not charged. 


You should try dialling again if you do not get through on a particular call. If 
the call Keeps on failing and you think there may be a fault you should ask the 
operator to help. If there is persistent difficulty with calls generally the problem 
should be reported to the Fault Repair Service. The number is shown in your 
Dialling Code Information and the Directory Preface. 


11 Difficulties after a telephone call goes through 
If you get an unsatisfactory call because of: 


m connection to a wrong number 
mM anunacceptably faint or noisy line 
Mm acrossedline, 


you should hang up, and then dial the operator. 


The operator will ensure you do not pay for an unsatisfactory dialled call and, 
if you wish, will try to connect you. If this call is successful, you will be charged 
at the Lower Operator Rate 


12 Coinbox calls 

If you find that money cannot be inserted into the box when the distant 

number answers, please tell the operator who will, if you wish, ask the 

customer you are calling to pay for the call. If he agrees the call will be 
connected and charged for at the Lower Operator Rate. The transfer charge fee 
will not be payable. 


If you lose money in a coinbox the operator will be glad to help — either by 
connecting the call, taking account of the amount of time already paid for, or 
by sending a refund, to your home, of the money lost. 


13 Bills 


If you have a query about your bill — call the Accounts Division. The 
telephone number is shown on the front of the bill. 


For queries about the charge for metered units the Post Office will check the 
meter readings used to calculate the bill and will also campare the total 
number of units with those for previous quarters. 


If necessary we will check our record of faults and the meter at the exchange 
which records your call units. If a fault affected the meter reading, the bill will 
be adjusted. 


If the query is about a call connected by the operator, details will be checked 
from the records, and if an error occurred the bill will be adjusted. 


14 Reconnection of service 

There is normally a fee for reconnecting service which has been 
disconnected because a bill has not been paid. This is for engineering work 
done at the exchange and the clerical work involved. 


If you think you have been wrongly charged for reconnection you should 
explain the circumstances to the Accounts Division, No charge will be made if 
the late receipt of payment was due wholly or in part to the Post Office. If the 
delay was the Post Office's fault a rental rebate will be arranged. 


15 Faults on the line 


Faults should be reported to the Fault Repair Service — the number is 
shown in your Dialling Code Information. 


Most telephone faults are cleared within two working days after the day they 
are reported. Exceptionally, this may take longer. If the line is continuously out 
of service for more than 2 days after being reported to the Fault Repair Service 
you can apply to the Customer Service Division of the local Telephone Area 
fora pro rata rental rebate. 


16 Directory Errors 


Correct directory entries are very important. Great care is taken to ensure 
accuracy but itis amammoth compilation and printing job and inevitably 
some errors creep in. 


The Directories Section staff at your Telephone Area Office will help if a 
directory entry has been omitted or is seriously wrong. Although we cannot 
reprint the directory we will try to mitigate the inconvenience by suggesting 
one or more of a wide variety of measures including giving postage-paid 
printed cards to send to contacts and friends, paying for a notice in the local 
or trade press or in the case of telephone calls, having them redirected. In 
special cases we may consider allowing an ex-gratia payment of asum up to 
a year's rental. 


17 Telegrams 


You may be given a refund of the whole or a part of the charge paid if your 
telegram is not delivered, or fails to serve its purpose because of a Post Office 
mistake, or is delivered late and you had not been warned of a possible delay. 
If the telegram was handed in, you should contact the Postmaster concerned, 
otherwise Telegram Enquiries (the number is shown in your Dialling Code 
Information) so that the matter can be investigated. 


The Accounts Division of the Telephone Area will deal with queries about 
telegram charges on telephone or telex accounts. 


If you experience any difficulties on a call contact the assistance operator 
using the numbers shown in your dialling instructions. 


18 Telex and Special Services 


If your Telex or Datel service or your private circuit service has been out of 
order for a day or more you may, on request to the Customer Service Division 
at your Telephone Area Office, be given a pro-rata rebate of rental. 


Complaints Procedure 


19 The Post Office wants to know when customers are dissatisfied with the 
service they receive. All problems should be taken up initially with your 
Telephone Area Office which will try to solve your difficulties. If you are still 
dissatisfied, there are staff in the Regional Headquarters who will try to help 
(see para. 8). The addresses of Regional Offices are at the end of the Code. 
(Additionally, a customer may at any time be able to obtain loca! advice from 
a Post Office Advisory Committee, Citizens Advice Bureau, Consumer Advice 
Centre or Trading Standards Department). 


If you remain dissatisfied and wish to have your case considered further, you 
can consult the Post Office Users National Council. The Council is an 
independent statutory body set up in 1969 and may make representations on 
your behalf and provide advice. In addition to the National Council there are 
separate Post Office Users Councils for Northern Ireland, Scotland and Wales 
The addresses are shown at the back of this booklet 


lf you still remain dissatisfied and your complaint relates to any charge or 
rental or an error in or omission from a telephone or telex directory you may 
take the complaint to an independent Complaints Panel drawn from members 
of the Institute of Arbitrators. If the complaint is about a telephone bill the Post 
Office will expect you to pay any part of the amount billed not in question 
before your case is taken up by the Complaints Panel. The Complaints Panel 
procedure is subject and without prejudice to the right of either party to take 
or defend legal proceedings at any time before or after the Panel's 
consideration of a case. The Panel will not act or proceed further in a case 
where legal proceedings have been taken, unless both parties otherwise 
agree. You may obtain a form on which to state your complaint from the 
Secretary of the Institute of Arbitrators; the address is shown at the back of 
this booklet. 


The form will call for a full statement of the complaint and will indicate the 
need to associate all relevant evidence. If the amount involved does not 
exceed £10, you will be asked to enclose a fee of £1, and for up to £50 a fee 
of £5. If more than £50 is involved the fee will be £10. The fee will be refunded 
ifthe Panel Member recommends in your favour or otherwise at his 
discretion. The Secretary of the Institute will ask the Post Office to furnish the 
relevant evidence in its possession. When the Institute has received all 
necessary documents and evidence the Secretary will furnish to the parties a 
schedule of the documents to be considered by a Member of the Complaints 
Panel who is a Fellow of the Institute of Arbitrators. His recommendation will 
be sent to all parties concerned. The recommendation will not be legally 
binding, but the Post Office will normally consider itself honour bound to 
accept it. 


1 


Monitoring and Review of the Code 


20 In addition to the publication of statements on the performance of 
telecommunications services in its annual Report and Accounts, the Post 
Office will monitor on an annual basis the operation of this Code and report 
the results of the review to the Post Office Users National Council and the 
Office of Fair Trading. 


12 


Telecommunications Regional Offices 


The Chairman 

Eastern Telecommunications 
Board 

St Peters House 

St Peters Street 

COLCHESTER CO1 1ET 

(Colchester 89345) 


The Director 

London Telecommunications 
Region 

Camelford House 

87 Albert Embankment 

LONDON SE1 7TS 

(01-587 8000) 


The Director 

Midlands Telecommunications 
Region 

95 Newhall Street 

BIRMINGHAM B3 1EA 

(021-262 5022) 


The Director 

North Eastern 
Telecommunications Region 

36 Park Row 

LEEDS LS1 1EA 

(Leeds 36262) 


Post Office Users Councils 


Post Office Users National 
Council 

Waterloo Bridge House 

Waterloo Road 

LONDON 

SE1 8UA 


Post Office Users Council 
for Northern Ireland 

GL Auret Esq. MBE FCIS 

Chamber of Commerce 

22 Great Victoria Street 

BELFAST 

BT27PU 


The Chairman 

Northern Ireland Postal and 
Telecommunications Board 

Queens House 

14 Queen Street 

BELFAST BT1 6ER 

(Belfast 32323) 


The Chairman 

North Western 
Telecommunications Board 

Telecommunications House 

91 London Road 

MANCHESTER M60 1HQ 

(061-863 3456) 


The Chairman 

Scottish Telecommunications 
Board 

Canning House 

19 Canning Street 

EDINBURGH EHS 8TH 

(031-229 2525) 


Post Office Users Council 
for Scotland 

Alhambra House 

45 Waterloo Street 

GLASGOW 

G2 6AT 


Post Office Users Council for 
Wales 

2 Park Grove 

CARDIFF 

CF1 3BN 


The Director 

South Eastern 
Telecommunications Region 

Grenville House 

52 Churchill Square 

BRIGHTON BN1 2ER 

(Brighton 24601) 


The Chairman 

South Western 
Telecommunications Board 

Mercury House 

Bond Street 

BRISTOL BS1 3TD 

(Bristol 294911) 


The Chairman 

Wales and the Marches 
Telecommunications Board 

25 Pendwyallt Road 

Coryton 

CARDIFF CF47YR 

(Cardiff 391234) 


Institute of Arbitrators 


For complaints in England, 
N. Ireland, Scotland 

and Wales — 

write to: 

The Secretary 

Institute of Arbitrators 

75 Cannon Street 
LONDON 

EC4N 5BH 
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